
1

Oxford Cambridge and RSA

Tuesday 15 January 2019 – Morning

Level 3 Cambridge Technical in Business

05837/05878

Unit 15: Change management

RESOURCE BOOKLET

Duration: 1 hour 30 minutes 

Plus your additional time allowance

Modified Enlarged 18 pt

INSTRUCTIONS FOR LEARNERS 
This is a resource booklet.
You should refer to it when answering the examination 
questions which are printed in a separate booklet.
The business described in this booklet is fictitious.

INSTRUCTIONS TO EXAMS OFFICER/INVIGILATOR
Do not send this resource booklet for marking; it should 
be retained in the centre or recycled.
Please contact OCR Copyright should you wish to  
re-use this document.



2
RESOURCE 1
‘Citru Ltd’ is an established manufacturer of traditional 
fizzy drinks.  The company is based in Derbyshire and 
employs 45 people.  All of ‘Citru Ltd’s’ customers are 
businesses in the local area.  Its main customers are 
newsagents, independent grocery stores, museums and 
theme parks.
‘Citru Ltd’ is currently facing intense competition from 
other fizzy drinks manufacturers. In addition, consumer 
trend data indicates that increasingly consumers are 
switching from sugary, fizzy drinks to mineral water.  
‘Citru Ltd’s’ sales and profits are falling. As a result, in 
addition to supplying trade customers, ‘Citru Ltd’ has 
decided to open its own, on-site, factory shop.  The 
factory shop will sell ‘Citru Ltd’ drinks directly to the 
public.  The factory floor will be reorganised to create 
enough space for the factory shop.  All 20 of  
‘Citru Ltd’s’ production workers will be expected to take 
their turn, on rota, working in the factory shop. 
An initial change management meeting has taken place. 
The document on page 3 is a summary of the main 
contributions and thoughts of those who attended this 
meeting. 
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We will need to create
the factory shop and this
will not be easy. The factory
is a busy and dangerous
place.

I hope this change does not
cause a temporary dip in 
productivity. We cannot 
afford for profits to fall
any further.

Our current customers
may not be happy with
us opening our own
factory shop. We will
be competing against
them!

There could be resistance
from production workers. They
would have a bigger workload

We are not set up for
retail. We need a plan
of action to make sure
the change is
implemented properly.

I know that running a 
factory shop is a big 
change, but the company 
is struggling to survive.
We need the sales!

Human
Resources

Manager

Chief
Executive

Amelia

Production 
and Logistics

Director

verbal contribution unexpressed thought

Andreas Florence

Malcolm

Key:

Finance and 
Purchasing

Director

Sales and
Marketing
Manager

Gulzar

employees will demotivate 
them and result in increased 
labour turnover.

Any accidents or injuries to

The new fizzy drink
‘sugar tax’ in 2018 may
make the company’s
sales figures even 
worse. The tax may
increase the price of all
sugary, fizzy drinks.

This is a whole new
channel to market for
us. We will need a 
different strategy for
marketing directly to
the public.

the change, if it improves their
job security.

Employees may welcome 

and are not used to selling.
We will need to train them.
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RESOURCE 2

‘Citru Ltd’s’ new factory shop has now been trading 
for 3 months. The document on page 5 has been put 
together for discussion at the forthcoming change 
management review meeting. 
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Informal feedback from production workers after 
working in the factory shop:

“I feel demotivated, forced to work in the new 
factory shop. I am not as focused; ‘I never know 
what job I am supposed to be doing.”  Ian
“We are not trained in customer service.  I find the 
work difficult to get right, especially how to use the 
till.” Aisher
“The factory shop is next to a busy loading bay. 
Several employees have collided with moving 
trolleys and forklift trucks when walking to and 
from the factory shop.  Thankfully no one has been 
seriously injured.”  Jill 

Reported feedback from trade customers that stock 
‘Citru Ltd’ drinks: 

The owner of a local newsagents was shocked to 
hear that ‘Citru Ltd’ is now selling its drinks directly 
to the public, in direct competition to him.  As a 
consequence, he is buying cheaper fizzy drinks 
from another supplier, in protest.  
A small chain of convenience stores reported 
that sales have recently fallen for all sugary, fizzy 
drinks.  This may be due to consumers choosing 
sugar-free drinks.  
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Informal feedback from the visiting public as they 
leave the factory shop:

“I found the new shop by chance, I never knew you 
sold directly to the public.”  Mr Oaks
“As a regular drinker of ‘Citru Ltd’s’ fizzy drinks 
I would visit your factory shop more often if the 
shop was less cluttered and the drinks more safely 
stacked.”   Mrs Leimbach 
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